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[bookmark: _Toc171070431]Introduction

The present coaching session was designed to respond to the needs of the Healthcare International Quality Assurance department before the setting of organisational changes that were implemented to reduce certain expenses and enhance performance. As the manager of the chosen department, I served as a coach using the GROW model, this was a player-centred coaching. The statement evaluates how coaching and mentoring can boost department performance and morale. The key skills, behaviours, attitudes, beliefs, and values of an effective coach or mentor were also examined, along with suggestions for improving the session (Anderson et al., 2023). The goal of this reflective statement is to learn more about the practical usage of coaching approaches to understand their impact on department development and improve future coaching sessions.  I will be using Gibbs reflective model for this report.
















Gibbs' Reflective Cycle on the Coaching Session
1. Description
The present coaching session was designed to respond to the needs of the Healthcare International Quality Assurance department before implementing organizational changes to reduce expenses and enhance performance. As the manager of the department, I served as a coach using the GROW model, focusing on a player-centred approach. In a role-play exercise. I worked with my classmate Ashfak Miah. He played the role of Maria Cook and then I played the role of John Griffiths, both employees of the company, while we both played the role of Phillipa, the Quality Assurance Manager. The goal was to help Philippa solve issues in her department and make suggestions to boost team performance and morale.
2. Feelings
During the session, I initially felt confident about my ability to guide the conversation using the GROW model. However, as the session progressed, I noticed a mix of emotions. While I was pleased with the rapport, I established with the coachee, I also felt a bit anxious about managing the time effectively and ensuring that all aspects of the model were covered comprehensively. I must say that all in all I felt optimistic and happy after the meeting and hope that things will change for the better.
3. Evaluation
What Went Well:
Building Rapport:
The success of the meeting was associated with building rapport with the coachee. I noticed that the first mention in the case study was that Philippa had opened during the conversation. It has become a critical factor in engaging the coachee in the discussion and making them feel at ease (Blackman et al., 2023). I also recognised the importance of active listening in the process. The coachee showed that they care and empathy by paying full attention and responding to Philippa’s thoughts, behaviour, and mood. As a result, the coachee was able to open-up and share their thoughts, thus building the foundation of trust and creating a safe and synergistic conversation.

Setting Goals: 
The initial focus of the meeting was placed on setting the goals. We discussed and agreed on the specific, measurable, achievable, relevant, and time-bound goals that should be aimed at during the set time (Bozer and Jones, 2022). As a result, I was able to maintain the structured approach and keep focused during the conversation. 

· Exploration of Reality: 
The exploration of reality was an element in which the session excelled. This phase of the session involved examining the coachee’s current reality, including their current situation, challenges, and perception. Useful open-ended questions allowed me to understand fully what was happening and develop an approach to addressing the existing problem (Clutterbuck and Lane, 2022). 

· Generating Options: 
A critical element was the generation of options, during which the coachee created specific options for solving the discovered problems. Collaborative work also served to facilitate the coachee’s ownership of the discovered problem and the conscious work on its solution (Clutterbuck and Megginson, 2022). The generated options allowed us to explore various courses of action and weigh the pros and cons of each option.
· Commitment to Action: 
Perhaps key in the overall performance of the session was a clear commitment to action. The development of a specific action plan allowed to develop a detailed understanding of the opportunities and resources available to the coachee and the specific steps to address the problem (Cummings and Worley, 2022). 
 


What Did Not Go Well:
· Time Management: 
The first area that could be improved is time management. Frequently, our session strayed from the main question and led to time constraints as outlining reality and establishing rapport became overextended. In the following sessions, it is important to maintain a stricter focus on the purpose (Grant, 2023). 
Deeper Probing: 
Another area for improvement consists of the use of deep probing as a technique. While our questions were mostly effective at examining surface areas of concern, some of them could have been aimed at probing deeper and seeking some hidden rationales for some concerns. In the future, I will benefit from using deep probing for all my sessions to comprehend a broader range of issues that are being experienced by the coachee (Griffiths and Campbell, 2022). 
· Feedback Mechanism:
The final area for improvement includes the establishment of a feedback mechanism. With the aid of such an approach, it would be possible to evaluate the efficiency of my coaching process at the end of every session and undertake some changes right there. While we worked towards establishing an action plan in the actual session, we did not discuss the actual process and its areas, and the feedback would aid the coachee in sharing their views (Ianiro et al., 2023).
· Balancing Formality and Flexibility: 
In all reality, the session was a bit too formal. While I agree that structurally focused meetings are essential, finding a compromise between structure and flexibility could potentially benefit the session. A more flexible structure could promote a more spontaneous exchange of ideas, which may help me, as a coach to rely on the coachee’s communication habits instead of trying to establish contact in a formalised way (Jones et al, 2022).


4. Analysis
The success of the session in building rapport and setting goals can be attributed to the structured approach of the GROW model, which provides clear stages to guide the conversation. The effective exploration of reality and generation of options were also facilitated by this structure, allowing for a systematic examination of the issues at hand. However, the challenges in time management and deeper probing suggest that while structure is beneficial, it must be balanced with flexibility. 
5. Summary
In summary, the session was effective in several areas, particularly in building rapport, setting goals, and generating options for action. However, there are clear areas for improvement, including better time management, deeper probing, and finding a balance between formality and flexibility.

6. Action Plan
To improve future coaching sessions:
· Time Management: I will allocate specific time limits to each phase of the GROW model and use techniques such as time-checks to keep the session on track.
· Deeper Probing: I will develop and practice using deeper probing questions to explore underlying issues more effectively, ensuring a more comprehensive understanding of the coachee’s situation (Griffiths and Campbell, 2022).
· Balancing Formality and Flexibility: I will aim to create a more flexible structure, allowing for spontaneous discussions while still maintaining focus on the session's goals. This may involve less rigid adherence to the GROW model and more responsiveness to the flow of the conversation.
· Feedback Mechanism: I will incorporate a feedback mechanism at the end of each session, allowing the coachee to provide input on the process and suggest areas for improvement. This will help me refine my coaching techniques in real-time.
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Coaching and mentoring in Healthcare International's Quality Department is a strategic move to solve organisational change difficulties. Cost-cutting pressures, automation, and employment flexibility are examples. This paper objectively evaluates coaching and mentoring in this setting and discusses their benefits.
Analysis of Skills, Behaviours, Attitudes, Beliefs, and Values of an Effective Coach or Mentor
An effective coach or mentor plays a crucial role in guiding, supporting, and empowering individuals to achieve their goals and improve their performance. The impact of coaching or mentoring is largely dependent on the skills, behaviours, attitudes, beliefs, and values that the coach or mentor embodies. Here’s an analysis of these key attributes:
1. Skills
· Active Listening:
· Importance: One of the most fundamental skills of an effective coach or mentor is active listening. This involves fully concentrating, understanding, responding, and then remembering what the coachee or mentee says. Active listening ensures that the coach understands the real issues and concerns of the coachee, which is essential for providing relevant guidance.
· Application: Active listening includes techniques such as paraphrasing, summarizing, and reflecting what has been said to confirm understanding.

· Questioning:
· Importance: The ability to ask powerful, open-ended questions is crucial for helping the coachee explore their thoughts, feelings, and actions. Effective questioning can lead to deeper insights and self-awareness.
· Application: Open-ended questions encourage the coachee to think critically and explore options, while probing questions can help uncover underlying issues that may not be immediately apparent.


· Goal setting:
· Importance: Coaches and mentors must be skilled in helping individuals set clear, achievable goals. This skill is critical for ensuring that the coaching process is focused and that the coachee has a clear direction.
· Application: This involves helping the coachee define SMART (Specific, Measurable, Achievable, Relevant, Time-bound) goals and developing a structured plan to achieve them.

· Feedback Giving:
· Importance: Providing constructive feedback is essential for growth and development. An effective coach or mentor must be able to deliver feedback in a way that is both honest and supportive, helping the coachee to improve without feeling discouraged.
· Application: Feedback should be specific, focused on behaviour rather than the person, and delivered in a timely manner.

· Empathy:
· Importance: Empathy is the ability to understand and share the feelings of another. It allows the coach or mentor to connect with the coachee on a deeper level, making them feel understood and supported.
· Application: Empathy can be demonstrated through attentive listening, acknowledging the coachee's emotions, and showing genuine concern for their well-being.
2. Behaviours
· Consistency:
· Importance: Consistent behaviour from a coach or mentor builds trust and reliability. The coachee or mentee should feel that they can depend on their coach or mentor to provide steady support and guidance.
· Application: This involves being punctual, following through on commitments, and maintaining a steady presence throughout the coaching relationship.

· Non-Judgmental Attitude:
· Importance: An effective coach or mentor creates a safe space for the coachee to express themselves without fear of judgment. This encourages openness and honesty in the coaching relationship.
· Application: Non-judgmental behaviour involves listening without interrupting, avoiding making assumptions, and refraining from imposing personal views on the coachee.

· Supportiveness:
· Importance: A supportive coach or mentor provides encouragement, motivation, and reassurance. This behaviour is critical in helping the coachee overcome challenges and stay committed to their goals.
· Application: Supportiveness can be shown through positive reinforcement, celebrating successes, and offering help during difficult times.

3. Attitudes
· Growth Mindset:
· Importance: An effective coach or mentor believes in the potential for growth and development in themselves and their coachee. A growth mindset fosters a positive attitude toward challenges and learning opportunities.
· Application: This attitude encourages the coachee to view setbacks as learning experiences and to embrace continuous improvement.
· Patience:
· Importance: Coaching and mentoring are processes that require time. An effective coach or mentor must have the patience to allow the coachee to progress at their own pace.
· Application: Patience is demonstrated by allowing the coachee to explore their thoughts without rushing them and by understanding that growth takes time.

· Curiosity:
· Importance: A curious attitude drives the coach or mentor to ask questions and explore new perspectives, which can lead to deeper insights and innovative solutions.
· Application: Curiosity manifests in a desire to understand the coachee’s motivations, challenges, and experiences, leading to more effective coaching or mentoring.
4. Beliefs
· Belief in Potential:
· Importance: A fundamental belief of an effective coach or mentor is that every individual has the potential to grow and succeed. This belief underpins all coaching and mentoring activities and motivates the coach to help the coachee reach their full potential.
· Application: This belief is expressed through encouragement, setting high but achievable expectations, and providing the necessary support to help the coachee succeed.
· Commitment to Ethical Practice:
· Importance: Ethical practice is a core belief that guides the coach or mentor in maintaining professionalism, confidentiality, and integrity in the coaching relationship.
· Application: Adhering to a code of ethics ensures that the coach or mentor acts in the best interest of the coachee and maintains trust in the relationship.
5. Values
· Integrity:
· Importance: Integrity is a key value that ensures the coach or mentor acts with honesty and fairness. It is essential for building and maintaining trust in the coaching relationship.
· Application: This value is demonstrated by being truthful, transparent, and fair in all interactions with the coachee.
· Respect:
· Importance: Respect for the coachee’s autonomy, decisions, and perspectives is crucial in fostering a positive and empowering coaching relationship.
· Application: Respect is shown by actively listening, valuing the coachee’s input, and avoiding imposing one’s own views on the coachee.
· Commitment to Continuous Learning:
· Importance: An effective coach or mentor values continuous learning, both for themselves and for their coachee. This commitment ensures that they stay informed about best practices and continually improve their coaching or mentoring skills.
· Application: This value is expressed through ongoing professional development, seeking feedback, and staying updated on new coaching methodologies.
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Healthcare International has made cost-cutting and efficiency improvements. Since Microsoft Teams team briefings have not fully solved the problem of finding out employees' concerns, the Quality Assurance department has had problems adjusting to the new conditions. So, coaching and mentoring can fix the QA department's challenges and improve its performance and atmosphere.
First, coaches may help employees manage stress by teaching them to prioritise, meet time management goals, and be resilient (Schlosser et al., 2023). Mentoring will provide emotional support and personal assistance from someone who has been in the same circumstance. Thus, coaching and mentoring will reduce effort and stress, improving performance and work-life balance.
Secondly, coaching can also help to establish better communication with the team, coaching will help to establish a more relaxed and informal way of dialogue with the team. Regular coaching sessions can help team members learn how to speak out about the problems they encounter while managers will also provide timely feedback. (Wang and Wu, 2023).
Thirdly, with greater staff duties due to downsizing, some team members still need to learn leadership basics. Coaching can help strengthen delegation and inspiration skills across personnel. Experienced leaders can share their finest practices through mentoring. Thus, coaching and mentoring will improve the environment and address a lack of events by guiding team members to clear goals, regular praise, and timely criticism to learn from mistakes.
The QA department has other challenges, too. Some team members worry about promotions as no one has been promoted recently, and the new equipment and automation pose adaptation and security worries. Coaches can help team members set realistic goals and win debates, as well as create networks and new skills (Whitmore, 2023). Mentors can share their career growth and prospects. Coaching can help team members build a growth mentality, which will help them overcome new equipment fears.
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Finally, this reflection focuses on the significance of building rapport, setting specific objectives, and generating solutions that can be implemented during the coaching process. Although some of the covered areas, such as time management and the necessity of asking probing questions, left much to be desired, the effects of coaching and mentoring on the Quality Assurance department’s performance and motivation are rather impressive, in general. By creating a cohesive and coherent state of interaction and performance, effective coaching and immersed mentoring promote task management and the building of communicative and supportive relationships, thus, improving both individual and team performance in the long run. 
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BMSW 6005 Feedback Date of Interview: | 11/08/2022
Coach Kralil Coachee Ashfak
Coaching Model: | GROW Mode!

The numerical ating system is based on the scale below.

Scale: 5-Yes 4~ Most of the time. 3’5""‘"":”‘"‘ 2- Almost never

Explined the purpose of the session first

Is the coach asking open ended questions or closed questions?

Hint: The Coach should ask open ended questions
‘Good introduction — explained the purpose of the session for example, she asked what
brough the coachee to her office and how she could help.

Is the coach patient? Are they giving the coachee time to think through issues
and arrive at a conclusion in the way THEY process information?

Hint: The Coach should be patient
She could have improved on the listening skils and be more patient to allow the coach
to think about the solution.

Is the coach focused on the coachee’s agenda?
Hint: The Coach should focus on the coachee’s agenda.

The coach some of the time focused on the agenda this could have been improved with

'good questioning skill that will bring out the solutions to the problems.

Is the coach coaching in their own image? (Example: Are they saying things like
“Well, when | was in your position, here’s what | did when | was in a similar
situation...)

Hint: The Coach should not coach in their own image
Good - but could have probed/clarifed the options/ asked further questions/ in more
detail

Is the coach acting as a problem solver, providing the solutions for the coachee?

Hint: The coach should not provide solutions.

Find text or tools Q
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Is the coach acting as a problem solver, providing the solutions for the coachee?
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Hint: The coach should not provide solutions

The coach acted as a problem solver she allowed the coach to think about the solutions.

Additional Comments

This is an excellent coaching session. The coach used GROW Model for the session. The session
was quite well structured. The session was fantastic, and it looked so natural. The coach could R
have asked if the problem of the coachee was solved o not if not solved what needed to be
done. In the recap, the coach was able to find more suggestions for the problem at hand.
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